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lue Cross and Blue
Shield of Florida has
long understood the
importance of being a socially
responsible corporate citizen in all
the communities it serves.
Around the state, the company
is very involved in programs that
enhance the quality of the local
community.
Through its corporate support
of programs like United Way and
March of Dimes and through
extensive employee involvement
in various other events and activi
ties that make a difference, BCBSF
sends a clear message of commit
ment to the community.
Recently, that commitment has
become more focused and strate
gic, says Sharon Pastorius, man
ager of Community Relations.
Specifically, BCBSF has increased
its involvement in events and
activities that promote health,
wellness and education.
Setting the stage for our strate
gic approach to community
involvement was the develop
ment of a corporate contributions
policy. This document, approved
by the BCBSF Board of Directors
in 1990, serves as a guide for the
kind of community activities,
events and prqgrams we support
in each region of the state.
"This policy helps us manage
our community involvement to
maximize both the nature and the
extent of our presence," says
Ernie Brodsky, vice president of
the Northeast Region and chair
man of the 1993 United Way
Fundraising Campaign. "We've
been much more effective as a
socially responsible corporate citi
zen with this policy in place. Our
increased participation in health,
wellness and education programs
is one result."
The company also has taken a
leadership role in coordinating
special events for other businesses
that offer tremendous benefit to
the community.
Some recent examples:
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The Anne Frank In The World exhibit focused on the effects of bigotry and
prejudice in the community and suggested ways to overcome them.
• In 1992, BCBSF coordinated and
conducted seminars for business
es around the state to help them
in their efforts to move to smoke
free environments for their
employees. Led by Robert Rosner,
executive director of The
Smoking Policy Institute, the sem
inars were attended by more than
150 business leaders and earned
BCBSF rave reviews from atten
dees, the media, the American
Cancer Society, the American
Lung Association and others.
• Also significant is our coordina
tion of prenatal education semi
nars for businesses around the
state. Based on the success of our
own Babies and You program,
which teaches BCBSF employees
about the importance of early and
regular prenatal care, we devel
oped a "train the trainers" semi
nar that we delivered to more
than 100 businesses in 1992 and
1993. This, too, has earned BCBSF
recognition. On March 9, we
received an award for this pro
gram from Florida Governor
Lawton Chiles and his Healthy
Mothers Healthy Babies coalition.
• Another 1992 effort that we've
carried forward in 1993 is our co
sponsorship with the National
Conference of Christians and
Jews (NCCJ) of a series of

Leadership Breakfasts. We coor
dinated three of these breakfasts
last year, built around socially rel
evant topics like diversity in the
workplace and understanding
and appreciating differences in
religions.
This year the fourth leadership
breakfast was held in February to
discuss positive methods of con
flict resolution. Coinciding with
the breakfast was the Anne Frank
in the World exhibit at the Prime
Osborn Convention Center (see
above).
Like the smoke-free workplace
and the prenatal education semi
nars, the leadership breakfast pro
gram will be expanded statewide.
"We've piloted some very suc
cessful community programs in
Jacksonville and then introduced
them with equal success to other
regions to enhance our communi
ty presence," says Skip Housh,
vice president of the Northwest
Region. "By taking a strategic
approach to our involvement in
the community, we strengthen
our ties with community and
business leaders, we enhance our
community presence, and we ful
fill our goal of being a socially
responsible corporate citizen." n
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in the spotlight
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The Journey Begins

As part of the company's efforts to change the
way it does business to better meet the needs of
the customers, Government Programs Operations
kicked off its Total Quality Management (TQM)
program January 20.
More than 1,700 Government Programs
employees embarked on the "journey to be best
in class" with "Captain" Bruce Davidson and his
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Profile is published by the Public
Relations Department to educate,
inform and recognize the employees of
Blue Cross and Blue Shield of Florida.
All rights are reserved. This publi
cation or parts thereof may not be
reproduced in any form without per
mission. Copyright 1993.
Articles and photographs about the
company's programs, policies, prod
ucts and people may be submitted for
consideration. Please send to:
Rejeanne Davis Ashley, Public
Relations, Riverside Home Office
Complex, 19l For information, call
(904) 791-6329 or contact your region
al representative with story ideas.
re{.!ion 1/ contocts
Northeast, Maria Sims, Leslie Florence
Southern, Shelly Spivack
Central, Barbara Schreiner Bowles
West Coast, Yolonda Hazel
Northwest, Sue Kever

awards
Jacksonville Golden Image award for
best magazine• Best Public Relations
Printed Material, Florida Public
Relations Association• Award of
Distinction, magazine category, FPRA
(state level)
printed on

recycled paper
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Above left: The journey begins at
the Prime Osborn Convention
Center. Above: [11 the first el1lploy
ee skit "Snow Blue and the Seven
Dwarves," Lisa Massey as Snow
Blue feels faint after tasting the
Wicked Queen's apple. Left:
W. Charles Scott, Bruce Davidson
and Pat Williams will pilot the
TQM journey ...

"co-pilots" Pat Williams and W. Charles Scott.
"To achieve our vision of being the best, we have decided to
change our approach to conducting business and focus more on our
customer by using the Total Quality Management approach," says
Davidson, the senior vice president of Government Programs.
"This will be a significant change for us," says Davidson. "lt's
going to take all of us working together to make it happen so we
reach our destination of "Best in
Class."
Employees attending the TQM
kickoff enjoyed an "in-flight"
video, two skits written and per
formed by their co-workers, and
inspirational messages from their
captain, co-pilots and flight
attendants.
And of course, refreshments
were plentiful! Here's a look at the
day's festivities...
Editor's Note: Total Quality
Management is one approach busi
nesses use to help change processes,
programs and people to focus more on
meeting the needs of customers.
Private Business Operations is also
focusing on changing its approach to
doing business; look for more about
their change efforts in a future issue
of Profile...

Above right: DeAryl Tremble as The Supervisor in the second employee skit
"Luggage R Us, Inc." tells his employees, "Make the customer want a green
suitcase. Push the green suitcases! I want qua11tum leaps in sales!" Above:
The Wicked Queen (Pnt Ainsley) asks: "Mirror, mirror, made of glass, w
· hich
Medicare contractor is best in class?" Mirror answers: "In a castle by the St.
Johns River, this team has great service as its goal to deliver."

in the spotlight

significant
accomplishments

Right: Wicked Queen says: "If you
want something done right, you
have to do it yourself. I'fl stifle
their service, J'lf trip up their
training, J'lf pulverize their posi
tive attitude. .."

In 1992, Government Programs
Operations:

• Improved overall contractor perfor
mance for Medicare Part A. Earned
Contractor Performance Evaluation
Program (CPEP) scores of 97 out of a
possible 100 points.

• Earned 98 out of a possible 100
CPEP points for Medicare B. This is

Below: Snow Blue highlights the team's accomplish
ments. For more news about Government Programs
achievements, see the sidebar to the right ...
Afl Medicare Management received extensive train
ing in Total Quality Management principles and
will be using TQM as a way of continually improv
ing the way Government Programs does business in
1993 and beyond.

one of the highest ratings Medicare
Part 8 has achieved. it places them in
the top 25 percent of Medicare carriers

• Responded quickly and effectively
to the Health Care Financing
Administration's request that we fulfill
the requirements of a Peer Review
Organization (PRO). This involved
mobilizing staff and other resources
necessary

• Worked on strengthening relations
with providers through regular meet
ings with provider focus groups and
meetings with other key provider rep
resentatives, such as the Florida
Above: Employees attending the TQM kick-off-enjoyed
an "in-flight" video, skits and inspirational messages
from their captain, co-pilots and flight attendants.
Employees said the TQM kickoff was fun, interesting
and exciting. "A fat of hard work, time and energy
was put into this program and it shows."

Hospital Association and the Flonaa
Renal Administrators Association.
Reorganized Provider Relations Unit
so specific individuals are dedicated
to issues faced by specific providers
in three geographic areas of the state.

• Implemented Medicare Express
Service, which offers beneficiaries
and providers 24-hour access to
Medicare A information.

• Implemented a new ESRD claims
processing system, a new standard
ized financial system and an automat
ed system for auditing provider cost
reports.
Above: Scott Masters, cleverly dis
guised as a picky female customer, tries
to trip up salesman Greg Ferguson.
Above: Medicare A achieved 97
percent of the Contractor
Performance Evaluation Program
scores and Medicare B achieved 98
percent of the CPEP scores. How?
Teamwork! Right: Total Quality
Management "pilot" Bruce
Davidson and "co-pilot" Pat
Williams m.ake their way to the
stage for the "Journey to Best in
Class." TQM is one approach
businesses use to help change pro
cesses, programs and people to
focus more on meeting the needs of
the customers.

• Chartered Quality Improvement
Teams to: analyze causes of overpay
ments, work to improve the quality of
claims that are submitted; improve
the process of handling claims that
"suspend" or are kicked out of the
system, and, work to improve the way
claims are received and controlled

3

florida focus

....

Company Reports Continued
Success With Managed Care

for your
informatiou
PBO Training and Development has
published guidelines for managers
and supervisors. This catalogue of
information provides Private
Business Operations and other inter
ested management areas with every
thing you ever wanted to know about
PBO Training including training
responsibilities to Local, Direct and
National Market segments, as well as
technical and nontechnical course
descriptions and requirements. The
guidelines also include applicable
forms/samples mentioned through
out the catalogue and procedures for
scheduling and registering students.
PBO Training will be updating the
catalogue whenever necessary
PBO Training is building a training
resource library that will include per
sonal development, training skills
and corporate fashion collection in
the form of videos, workshops and
books that will be available for indi
vidual as well as group use.
For more information, call PBO
Training and Development at
363-5325.

Blue Cross and Blue Shield of Florida reports an
$81.9 million net gain and a 28.5 percent increase in
policyholders' equity for 1992. Policyholders' equi
ty increased from its 1991 level of $296.5 million to
$380.9 million in 1992. The company also generat
ed $ 107. 1 million in income before taxes in 1992.
Policyholders' equity is an important measure
of the company's ability to meet its obligations
during times of economic uncertainty or when
claims expenses are higher than anticipated. The
equity is also used to develop innovative new
managed care programs that will continue to con
trol customers' health care costs and provide for
the growth and development of the business.
BCBSF's policyholders' equity exceeds minimum
levels required by the state of Florida.
"BCBSF's growing strength lies in its ability to
build policyholders' equity at a pace matching the
growth of our customer base," says Richard

Thomas, senior vice president of Finance. "We
continue to increase policyholders' equity so we
have the resources required to serve the needs of
new customers and to invest in managed care pro
grams that will continue to control our customers'
health care costs."
In 1992, BCBSF incurred $25.2 mmion in income
tax, a 142.3 percent increase over the $10.4 million
paid in 1991. The increase was due to the compa
ny's earnings being taxed at a higher effective rate.
Thomas attributes the growing financial
strength of the company to its success in managed
care. "Our commitment to managed care has
enabled us to develop the largest network of
physicians and hospitals in the state, which pro
vides our customers with increasing access to high
quality health care services at affordable cost,"
says Thomas.
Employees are congratulated for their hard
work in making these strong results possible.
Please refer any media calls to the Public
Relations Department at (904) 791-6699. ■

employees only
Blue On Blue Is
Ready To View
The latest edition of Blue on Blue,
Blue Cross and Blue Shield of
Florida's quarterly video maga
zine, covers the news and events
of the last quarter of 1992 and
part of the first quarter of 1993.
The feature story is about the
company's Special
Investigations Unit, which has
been aggressively fighting
health care fraud.
Government Programs
Operations outstanding
Contractor Performance
Evaluation Program scores are
highlighted and there's footage

of GPO's January
20 Total Quality
Management
kickoff.
But that's not all
-- news from
around the state is
featured in the lat
est edition of Blue
on Blue, which is
coming to a vice
president or direc
tor near you. Ask
your manager for
the times your
department is
scheduled to see
the 15-minute
production.
Work has

GPO employees attended a
Medicare Magic celebration in
recognition of their dedication
and hard work, which resulted
in outstanding CPEP
scores for 1992.

already begun
on the second
quarter edition
of Blue on Blue.
If you know
of an upcoming
company event
or activity that
would be appro
pria te to include
in the video
magazine, call
Jacquelyn
Denman at (904)
791-8425. April
16 is the dead
line to submit
information and
video footage. ■

career corner
Ways To Keep
Customers Happy
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Here are some guidelines to
help you turn customer com
plaints into customer compli
ments.
• Take the complaint seriously.
It may seem trivial to you, but
it's important enough to the cus
tomer to justify the time
involved in writing a letter, call
ing or coming to the customer
service counter.
• Listen. Hear the person out
before you say anything.

• Restate the problem. Ask
questions until you're able to see
the situation from the cus
tomer's point of view.
• Find out what the customer
wants. An apology? An explana
tion? More information?
• Maintain objectivity. Your job
is not to point the finger of
blame, but to investigate the
facts and find a solution.
• Empathize. Statements such
as, "I can understand why this
situation has upset you" will
convey concern and reassure the
customer that you're not taking
the complaint lightly.

• Resolve the problem - or
explain why company policy
prohibits you from doing so.
Tell the customer exactly what
you're going to do and when he
or she can expect a resolution of
the matter.
• Follow through. Example: If
you tell the customer you'll call
Friday, do so.
• Thank the customer for com
plaining. When customers don't
complain, you can lose their
business without ever knowing
why.

Source: Communications
Briefings.

